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The Bottom Line  
 

• All associations must have a 

written complaint procedure 

• Associations must review 

complaints 

• Associations must issue a 

decision 

• If decision is adverse, 

complainant may “appeal” to 

CIC Ombudsman 

• Only for violations of common 

interest community law, NOT 

governing documents or 

condominium instruments 

 

 



The Complaint 

Procedure  

• All common interest community 

associations MUST  have a 

complaint procedure (No 

template available). 
 

– In writing 

– Readily available to members and  

citizens 

– Sample form (Template available) 

– 90 days  

– Disclosure packet/Resale 

certificate 

– Annual certification 

– Don’t forget §55-530 
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Final Adverse 

Decision  

• The complaint procedure may  result 

in a final adverse decision 

– A final determination from the 

association 

– All avenues for appeal (if any) have 

been exhausted 

– The determination is adverse to 

what complainant sought 

– Provides the complainant the right 

to submit a Notice of Final Adverse 

Decision to the Office of the CIC 

Ombudsman 

 



Notice of Final  

Adverse Decision 

• Opportunity to have a 

complaint reviewed one more 

time 

– Complainant must submit Notice 

of Final Adverse Decision to 

Ombudsman office on CICB forms 

– Within 30 days of notice of final 

determination by the association 

– Include a copy of complaint and 

all other documentation 

– A $25 filing fee or “Request for 

Waiver” 
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Review of Final  

Adverse Decision 

• After we receive the Notice of Final 

Adverse Decision and all necessary 

documents and fees 

– The Final Adverse Decision will be 

reviewed by the CIC Ombudsman (aka 

the Director or his designee)  

– The Ombudsman may provide 

information to association or 

complainant, in her sole discretion 

– The decision made by the Ombudsman 

is final 

– The decision is not subject to further 

review 

– The decision is non-binding 

– The matter may be referred to the 

CICB for further action. 



Referral to the CIC 

Board 

• The CIC Board has the 

authority to 

– File Suit, 

– Intervene, 

– Issue a Cease and Desist Order, 

and  

– Assess Monetary Penalties 

 



No Complaint 

Procedure? 

• On rare occasions, a complaint can 

be submitted directly to the 

Ombudsman 

– If the association does not have 

a complaint procedure in place 

– If the association does not 

respond to a submitted 

complaint in the necessary 

timeframe 

– If the complaint is related to a 

violation of the CIC Manager 

Regulations (these go to DPOR) 

 



Contact Information 

Office of the Common Interest 

Community Ombudsman 
 

DPOR 

9960 Mayland Drive, Suite 400 

Richmond, VA  23233 

(804) 367-2941  

 

Email: cicombudsman@dpor.virginia.gov 

Website: www.dpor.virginia.gov  

Regulatory: www.townhall.virginia.gov   

 

 

mailto:cicombudsman@dpor.virginia.gov
http://www.dpor.virginia.gov/
http://www.townhall.virginia.gov/


AND NOW FOR SOMETHING 
COMPLETELY DIFFERENT:   
THE CICB ADVERSE DECISION  

COMPLAINT PROCESS   
OMBUDSMAN REGULATION OPEN FORUM 

PRESENTATION FOR FAIRFAX COUNTY PROGRAM 
 

KENNETH E. CHADWICK, ESQUIRE 



Issues Requiring a Decision by the 
Association Under the Ombudsman 

Regulations 

• Determine Reasonable and Appropriate 
Internal Response Time Frame Within Which 
the Association Will Respond to Written 
Complaints Received; and  

• Determine, Internal to the Association, Who 
Will Hear and Determine the Outcome of 
Written Complaints Received. 



ASSOCIATION ACTION ITEMS 

• Accept that the Law Exists and that it Will Impact 
Your Association 
 

• Adopt and Follow a Complaint Procedure with 
Complaint Form 
– Existing Registered Association by September 28, 

2012; 
– New Associations within ninety (90) days of 

registration with the CICB.   
 

• Respond to Complaints Received / Don’t React! 



ASSOCIATION ACTION ITEMS 

 

• Maintain Association Complaint Records 

 

– Where Maintained; 

 

– How Long Maintained (Minimum one (1) year 
AFTER Association Acts on Complaint); 

 

 

 

 

 



Association Action Items 

• Comply with Notice Requirements and Notice 
Deadlines 
– Notice to Membership of Complaint Process; 

– Notice of Receipt of Complaint  (within 7 Days); 

– Notice for Identifying Additional Information Required 
or Requested;  

– Notice of Date/Time/Place of Complaint Review and 
Consideration; 

– Notice of Final Internal Determination and Right to 
File Notice of Adverse Decision with CICB (within 7 
days); 

 

 

 

 

 

 



ASSOCIATION ACTION ITEMS 

• CHECK ASSOCIATION’S INSURANCE COVERAGE 
WITH ASSOCIATION’S INSURANCE AGENT AND 
INSURANCE CARRIER; 

•  BUDGET CONSIDERATIONS: 

– POTENTIAL INCREASE IN MAILING COSTS; 

– POTENTIAL INCREASE IN MANAGEMENT COSTS; 

– POTENTIAL INCREASE IN LEGAL COSTS. 



CONTINUING CONVERSATIONS WITH 
AND SEMI-SERIOUS HYPOTHETICAL 

QUESTIONS FOR OUR FAVORITE 
OMBUDSMAN 

• Under the Adverse Decision Definition in the 
Regulations, Is a Decision Really Adverse Just 
Because the Decision Isn’t, in Whole or in Part 
“the Cure or Corrective Action Sought by the 
Complainant? 

• Under 18-VAC 48-70-40, is an Existing Un-
Registered Association Exempt from the 
Complaint Process Requirements?  



CONVERSATIONS AND SEMI-SERIOUS 
HYPOTHETICAL QUESTIONS 

(CONTINUED) 

• Are Commercial-Only Associations Exempt from 
the Complaint Process Requirement? 

• Will the Ombudsman Office Act on Adverse 
Decisions filed post-July 1, 2012 but prior to an 
Association Adopting a Complaint Procedure 
before the September 28, 2012 deadline? (or will 
You Just Hold any Adverse Decisions Received in 
Limbo until 9-28-12 and Then Pounce? ) 



CONVERSATIONS AND SEMI-SERIOUS 
HYPOTHETICAL QUESTIONS 

(CONTINUED) 

• Section 18 VAC 48-70-60 Provides that the 
“Association Complaint Procedure Must Be 
Readily Available Upon Request to All 
Members of the Association and Citizens.” Will 
an Association be able to charge for providing 
copies consistent with authority under the 
Virginia Condominium Act and the Virginia 
Property Owners Association Act?   

 

 

 



CONVERSATIONS AND SEMI-SERIOUS 
HYPOTHETICAL QUESTIONS 

(CONTINUED) 
• Under the Same Section of the Regulations, and 

Assuming That the Complaint Process is an 
Association Book and Record, Why is a “Citizen” 
Entitled to Access to Any of the Association’s 
Books and Records, Which They Otherwise Would 
Not Have the Right to Access absent a Subpoena?  

• Can the Association charge a “Citizen” for copies 
of Requested Complaint Process? 



GOT QUESTIONS? 
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